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What is “Texting”? 
“Referring to the 
process of 
communicating via 
plain text messages 
over a cellular radio 
network using short 
message service 
(SMS)”
meaning: txt mgs 
to/from cell phones
Webster's New World Telecom Dictionary Copyright © 2008 
by Wiley Publishing, Inc.
• SMS messages can be 
140-160 characters in 
length (varies)
• Messages longer than 
the standard can and 
may be split into several 
messages. 
Text messages can be 
sent using regular 
computers as well as cell 
phones and other 
handheld devices.
  
People Like Using Text Services 
For Lots of Reasons
 Top reason: 
“convenient for 
basic information” 
(79%) – sounds 
like a library 
could be of some 
use here!
Page 1, USA Today July 27, 2009
  
Existing services – filling a need that 
libraries used to fulfill (back in the 20th century)
Most free (with ads) but with exceptions – 
human or autogenerated. Examples:
 ChaCha.com (242242) 
“Over 400 million questions answered!”
 KGB.com ($0.99 each) (542542)
 Google SMS (466453) - query Google with 
codes for search results: 
example: “weather corvallis”
  
•Sample question and answer:
Q: Are the Redskins a good 
football team? 
A: The Washington Redskins are 
not having a great season this 
year, with a record of 4-10. 
However, they still have many fans 
who think they are an excellent 
football team! ChaCha on!
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Google SMS – weather info
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“We already offer contact by phone, e-mail, 
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Why should libraries care about 
text messaging?
“We already offer contact by phone, e-mail, web, 
and chat; why this new channel too?”
Many of our patrons already use this tool 
for their basic information needs
Statistics show that if they don’t use it now, 
they will likely do so in the future, perhaps 
to the exclusion of other more traditional 
pathways like web, voice, e-mail, or chat.
  
 
 
The Mobile Wave – 2009 update
Pew Internet & American Life, 7/22/2009 
Slide by T. Greenwalt & J. Hill 10/22/09
  
The New Information “Ecology”
Our users are 
members of 
networks that are:
 Always On
 Always Available
 Asynchronous
 Relationship-based
(quote, Lee Rainie, Pew Institute – 
“The New Information Ecology” – presentation 11/20/09 – Colorado Library Association Conference)
  
Why SMS for Reference?
It's perfect for reference because it:
Does not limit patron or staff by location
Is always at point of need
Enhances traditional services
Expands the reach of services
Opens possibilities for new services
– Peterson and Murphy, “Reference On the Go”, Internet Librarian 2008
  
Basic Options for Getting Started with SMS
In general, for anyone to start texting, 
they get a phone number and a 
phone/device and a texting plan from a 
provider.
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Basic Options for Getting Started with SMS
In general, for anyone to start texting, 
they get a phone number and a 
phone/device and a texting plan from a 
provider.
One way to start doing text ref is to buy a 
phone for your library and connect one-
to-one with patrons (some libraries do 
this)
For more features such as multiple 
users, queues or managing via desktop, 
an email-to-SMS gateway is necessary.
  
Reference Service Via Text (SMS)
 http://www.myinfoquest.info
 Washington County Cooperative Library 
Services (www.wccls.org) in partnership with 
60+ libraries
  
Info Quest using Gmail
  
  
Finish question:
Delete original question in Reply box, compose 
answer, check number of characters in answer using 
tool of choice, and Send
  
User expectations of service
Fact #1: they're probably doing something else
at the same time they're chatting/texting with you
Among all 8- to 18-year-
olds, proportion who 
say they use a 
computer, watch TV, 
play video games, 
text message, or 
listen to music while 
doing their 
homework: 
Media and Multitasking in Youth – 
1/15/2010,  Kaiser Family Foundation -
http://www.kff.org/entmedia/mh012010
pkg.cfm
  
User expectations of service
Fact #2: Expectations vary:
Some patrons will want a conversation
and some will want just the facts, ma’am
After 4 “real” questions…
 Q. Thats is so cool. How many qutions do you personaly awnser a 
day? 
 A. Depends on the day, but today I've answered 5 questions in about 
45 minutes. 
 Q. Do you work there or are you some kinda robot 
 A. I work at an Illinois public library.  I'm not a robot, but there are
days I wouldn't mind having one to help me!  =) 
 Q. Well theres alot more were that came from lol.
 A. =)  Good to know! 
  
Bad Answer  
Q. Wat is pda-~It's-MeLoDy~ 
A.
http://www.palmfreeware.mobi/download-melody-da-v2-0.html
 
  
Good Answer
Q. Is sea salt healthier than regular sea 
A. According to Mayo Clinic website, sea salt 
& table salt have the same
nutritional value; the only differences are 
taste, texture & processing. 
  
Bad Answer
Q. Im trying to find articles on the links between 
casino gaming and crime. I've gone to ur 
electronic resources on ur website and come up 
with no results. 
A. I urge you to ask a librarian for assistance in your 
search.  Thelibrary appears to have many 
electronic resources that should provide
the info you need. 
  
Good Answer
Q. I needa know what time does the 8th 
grade go to pick up schedules. 
A. If you are referring th buses, it seems to 
depend on the route, but
you can access this information at 918-357-
7063. 
  
Vendors and Tools for Libraries
• Altarama – SMS Reference – Gateway Used in 
IQ Project 
http://www.altarama.com/page/SMSreference.a
spx
• Mosio - Text A Librarian - 
http://www.textalibrarian.com/webinar.php
• LibraryH3lp – SMS gateway to IM/chat clients- 
https://admin.libraryh3lp.com/docs/h3lp
• Add to existing IM Reference by using “the AIM 
Hack” - use a phone and code to route through 
IM clients. 
  
Issues to Consider 
 Who are your
potential users?
What are actual numbers 
for mobile users in your 
service area?
How do demographics 
set your priorities for 
service? (ex: latino 
populations have been 
“going mobile” faster 
than other groups)
 What about 
privacy?
How much personal 
information is 
retained?
Where is it stored?
 Is there a balance to 
be found between 
library policy and 
reality of social 
network practices?
AT&T / Cingular Sprint
T-Mobile Verizon
  
Issues to Consider 
 How to integrate 
workflow?
What services do you 
already provide?
Who will staff it and 
how does that change 
options for service?
 Technology and 
Budget Issues
Working with IT for 
access and 
management
Funding 
Ongoing tech support 
and funding
What will work for YOUR library?
  
Image Credits
 Abstract image: by http://www.flickr.com/photos/diegocupolo/ (CC BY 2.0)
 Cell phone coverages maps gathered by Caleb Tucker-Raymond 11/2009 (via 
AT&T, Spring, T-Mobile and Verizon websites)
 Stick figures(tm) by liz paulus 
Kohl, L. and Keating, M. (2009), ‘‘A phone of one’s own’’, College and Research 
Libraries News, Vol. 70 No. 2, pp. 104-6, 118. 
Library Technology Reports. (2007), ‘‘Messaging in a 2.0 world: Twitter and 
SMS’’, Library Technology Reports, Vol. 43 No. 5, pp. 62-6.
Stahr, Beth. (2009), "SMS library reference service options", Library Hi Tech 
News Number 3/4 2009, pp. 13-15.
Other links and source credits:
http://www.delicious.com/wccls/2010OnlineNWTextRef
Presentation available at: 
http://nwcentral.org/?q=node/2959
Selected Print References 
